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CHAPTER 01: INTRODUCTION 
1.1 Social media: A new level of communication 
 
Communication has a significant role in public management. Similar to private 
organizations, the aim of the communication in public institutions is not confined to informing, but 
also expect to persuade people to form or change opinions, and to respond favorably to individuals, 
institutions, products or ideas. Public officers, who work as public relation practitioners, should 
know the available channels of communication, which can use for information sharing with the 
public (Onyieng, 2014). 
Government institutions should pay more attention to both communication structures and 
process, in public-relationship management. Efficiency and effectiveness of communication always 
depend on the right selection of communication structure and process. Contemporary world's 
governments trend to use information and communication technology (ICT) gradually to fulfill their 
communication needs. Many governments are using various ICT based social media, webs, and 
internet-based applications to communicate with people effectively and efficiently. Development of 
Information and Communication Technologies made ample opportunities to multiple parties to 
improve efficient and effective communication. The Governments’ speed of access to ICT was 
somewhat slower than the private sector, especially in the developing world.  
In Sri Lanka, Peoples' access to ICT is much higher when comparing the same income 
(Gross Domestic Income - per capita) level countries. Information and Communication Technology 
Agency (ICTA) Sri Lanka did research on ICT usage in the country recently. According to that 
ICTA research report (2017), one-fourth of households (23.7 %) in Sri Lanka possess at least one 
type of computer either desktop or laptop. Different provinces in the country indicate different 
proportions, where the highest percentage shows in Western Province with the level of 36.5 percent. 
Most popular type of computers is laptops. Additional to that, 50% of households in the western 
province have access to Smartphones. It further shows that 91.1 percent of houses in the country are 
connected by at least one type of telephone connection. Houses, having a household telephone 
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connection exceeds 87 percent in each province, except Eastern province (75.7%). Although the 
national average of Internet access is still at a low level of 15.8 percent, level of Internet access 
varies widely among provinces. The highest percentage shows in Western Province, and the scale is 
twice the national average (30.8%). Individuals in 21-30 years age category have the highest usage 
(77.6%) on individual ICT usage as the age group has the highest usage of smartphones (50%); 
Internet (56.3%), Laptop (13%) and Tablet (2.9%) compared to other age categories. Kids below ten 
years old and elders over 70 years have shown the lowest level of ICT usage. Males dominate by a 
margin of 12.2% than female when comparing the differences in ICT usage according to gender. 
Moreover, ICT Skills of the Individuals seems to be closely linked to their level of education. The 
highest level of ICT skills is possessed at degree level, while the lowest level is seen at primary level. 
Therefore, Sri Lankan government organizations also have a potential to use ICT platforms to make 
good communication with public than traditional media since it has enough usage and distribution. 
During the last two decades, the social media have changed the ways and means of 
communication throughout the world. With the additional features and facilities embedded in social 
media, it has become a dominant mainstream media, especially for human interactions. Throughout 
the years, the use of social media for government services has been increasing rapidly because of the 
comparative advantages they possess over conventional media (Lu et al., 2015). Social media tools 
and technologies are used by public sectors around the world for their day-to-day activities. Some of 
the purposes of these activities are disseminating useful information, fostering mass collaboration, 
and enforcing laws and regulations (Khan, 2015). 
According to the experts, governments could get more benefits from incorporate social 
media into their communication plans in engaging ways and allow open communication on their 
social networking pages and exchange of information and ideas. For example, social media used in 
the government sector facilitate to create a better dialogue between the Government and its citizens. 
The more deep level of engagement with the public has led to limit the level of media control 
previously done by traditional media. The well implemented social media helps to build greater 
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transparency, an interactive public relationship, greater public trust and, a stronger sense of 
ownership of government policy services (Hands-on-toolbox, New Zealand government, 2011). 
1.2 Background of the problem 
Using social media to empower citizens and open government practices are no longer a 
problem for most of the government institutions. Accessible, user-generated contents, sharing data 
across the platforms, collaboration and social networking are the main features of social media 
(Davis & Mintz, 2009). These features help to achieve transparency, collaboration, and participation, 
which are the primary objectives of the United States of America (USA) in their open government 
directive (Lu et al., 2015). 
Confidence in governments everywhere in the world has been decreased over the time. 
Hence, there should be corporative and perform approaches to enhance service delivery, reinforce 
the democratic process and rebuild trust in government institutions. 
Information dissemination, communication, provide accessible participation channels to citizens and 
government officials and make informed decisions are some of the reasons for the governments to 
adopt social media. For example, the New Zealand government conducted a study using their 
national e-government survey data in 2009 and found that,  
(1) Use of government social media is significantly and positively associated with 
perceptions of government transparency, (2) that perceptions of government 
transparency are positively and significantly related to trust in government, and (3) that 
perceptions of government transparency mediate the relationship between use of 
government social media and trust in government. Hence these findings demonstrate 
that social media is an effective means for the government to improve citizens' 
confidence in government by enhancing their perceptions of government transparency 
(Song & Lee, 2016). 
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Effect of the benefits of social media on users‘ satisfaction was stronger compared to the 
risks, associated with (Khan, Swar & Lee 2014). Currently, the citizen might have a different 
perspective on incorporation social media to government services. The risk associated with social 
media on personal data and incidents’ such as recently revealed agreement of Facebook with 
Cambridge Analytica might lead to change the perception of active participation on social media. 
Hence there is a knowledge gap in users behavior and perception on social media incorporation as a 
communication platform for the government services. It is a requirement to find out an answer for 
this knowledge gap, before formulating policies and strategies on the incorporation. 
1.3 Problem statement 
1.  What is the social media user behavior of public officers and citizens of Sri Lanka? 
2.  What is the perception of public officers and citizens of Sri Lanka, on social media as a 
communication platform for public management? 
1.4 Purpose of the Study 
The primary objective of the study is to explore the possibility of implementing social 
media as a communication platform for government sector services in Sri Lanka. Achieve above 
goal; the research is focused on identifying 
1. Existing social media usage behavior of government employees and the public 
2. Perception of the government employees and the public about the use of social media as a 
communication platform for government services 
3. Collect literature on best practices and successful cases, which use social media as a 
communication platform for public service delivery.  
1.5 The significance of the Study 
This study is critical for the Sri Lankan government to identify the social media behavior 
and perception of both government officers and public towards incorporating social media for their 
service delivery process. The previous sections highlighted the importance of using social media for 
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government services to enhance the quality and efficiency of the service delivery, and to assure the 
trust and reputation of government.  Moreover, identifying a government officer's social media 
behavior and perception also important. Knowledge on both sides leads to getting effective policy 
and strategic decisions for practical implementation of social media initiatives in government 
services.  Revealing best practices used by other country governments would also help with 
formulating strategies in Sri Lanka. Apart from those practical significances, the study complies with 
theoretical relevance too. Findings of this study lead to further studies in this area of research, 
especially on citizen engagement, the impact of social media incorporation, risks, and benefits of 
social media incorporation. 
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CHAPTER 2: LITERATURE SURVEY 
2.1 Introduction 
This chapter is dedicated to introducing the theoretical background of the study. It mainly 
consists of the areas of social media, communication and dramatic change of importance of 
communication during public management reforms. Further, the chapter describes web 1.0, web 2.0 
and government 2.0 concepts. Moreover, it includes Social media tools, usage, risk and benefits, and 
government incorporation of social media. Finally, the chapter describes perception studies on social 
media.  
2.2 Communication 
In modern society, Communication is the most important since all activity or administrative 
functions depend on it. Especially, effective and efficient communication is badly needed in 
governance and management processes to achieve the goals. Thus, what is communication?  
According to Keyton, (2011), Communication can be defined as the process of transmitting 
information and common understanding from one person to another. Below are another two 
definitions of communication. 
"Communication is a transfer of information from one person to another, whether or not it elicits 
confidence. However, the information transferred must be understandable to the receiver", (G.G. 
Brown). 
“Communication is the intercourse by words, letters or messages," (Fred G. Meyer) 
Keyton introduced communication as a process of transmitting information and shared 
understanding between sender and receiver. This definition is a more comprehensive while, G.G. 
Brown sees the importance of receiver's understandability. According to Meyer, words, letters and 
messages are consisting of communication. However, the Latin root of communication is 
‘communicare’ – means ‘to share’ or ‘to be in relation with.’ Through Indo-European etymological 
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roots, it further relates to the words ‘common,’ ‘commune,’ and ‘community,’ suggesting an act of 
‘bringing together’ (see Cobley and Schulz 2013; Communication: History of the Idea).  
According to Keyton, (2011), the quality of communication is determined by the elements in the 
communication. These elements can differ in the effectiveness of communication. Therefore, the 
communication process diagram of Cheney, (2011), is vital to identify communication elements and 
flow as a process. The communication process includes, 
1. Sender  
2. Receiver  
3. Message  
4. Feedback 
5. Encode 
6. Decode 
7. Medium and 
8. Noise 
Below figure reflects the definition and identifies the essential elements of the communication 
process (Cheney, 2011) 
 
 
 
 
Figure 1. The communication process 
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Shannon (1948) stated that “The fundamental problem of communication is that of 
reproducing at one point either exactly or approximately a message selected at another point. 
Frequently the messages have meaning; that is they refer to or are correlated according to some 
system with certain physical or conceptual entities.” According to The Communication for 
Governance and Accountability Program (CommGAP), the role of communication in governance 
can be broadly understood on two levels, as communication structures and communication processes. 
“Communication structures: Communication structures include free, plural, and 
independent media systems, robust civil society, and the legal and regulatory 
framework that enables or precludes the free flow of information from government 
to citizens and vice versa. These form the framework through which citizens and 
government can communicate and engage in dialogue. They are essential 
components of the so-called ‘democratic public sphere' and play an essential role in 
forming a public opinion".  
“Communication processes: Communication processes can be one-way (e.g., 
providing information and conveying ‘messages'), or two-way (e.g., dialogue, 
deliberation). Communication has evolved away from its traditional focus on one-
way communication for propaganda, social marketing, awareness-raising, and 
influencing attitudes, opinions, and behavior, towards a much greater emphasis on 
more participatory and deliberative processes of dialogue."   
2.3 Public Management Reforms and Communication 
The essay titled "The Study of Administration" of Woodrow Wilson, the former president of 
United States of America, in 1887 was the first significant attempt on public administration studies. 
It emphasized the importance of developing a scientific base for the field. In that essay, Wilson 
invented the politics/administration dichotomy, which separated political activities and 
administrative activities in the organization. 
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After a series of development in this discipline, a paradigm shift occurred during the late 
1980s. This phenomenon is identified as The New Public Management (NPM). NPM refers to a 
series of novel approaches to public administration and management, which were emerged in many 
of Organization for Economic Co-operation and Development (OECD) member countries in the 
1980s (Mark, 2015).   
There are various impressions about the development of NPM reforms. According to Kettl, 
(2005), they are based on six components: productivity, marketization, service orientation, 
decentralization, policy, and accountability. As Dunleavy et al. (2006) said, NPM reforms are based 
on three components: disaggregation, competition, and incentivization. Batley and Larbi (2004) 
describe another three components for NPM reforms: organizational restructuring, the use of market-
type mechanisms and a strong orientation on performance. According to Pollitt and Bouckaert 
(2003), NPM reforms have three objectives: to reduce public spending, to improve the population's 
perception of public sector performance and to seek for accountability mechanisms. When 
identifying NPM as a new paradigm or a specific governance strategy, some standard features of 
NPM are noticed as targets for achievements. They are downsizing, accountability, focus on 
performance, concern for results, decentralization and organizational disaggregation, the importation 
of private sector practices and the separation of politics and administration. (Batley and Larbi 2004, 
Gruening 2001)   
As Osborne (2006) stated, critical elements of NPM are awareness of private sector 
management, a distance between policy implementation and policymakers. Further, a focus on 
entrepreneurial leadership within the public sector, priority on input and output control, and 
evaluation are added to the list of the critical elements. Moreover, performance management and 
audit, the disaggregation of public services to primary systems, a focus on cost management, the 
growth of competition, market usage, contracts for resource allocation and service delivery should 
come to Osborne's list of elements.  
NPM reforms offered the leadership for the public sector to apply private sector models 
widely (Dawson and Dargie 2002, cited from Bryer, and Staci, 2011). A vital movement of this 
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paradigm shift of NPM is the move from agency-centric to a customer-centric approach. Public 
organizations shifted to fulfill the expectations of citizens, and they serve citizens as customers 
rather than citizens. If the customer's expected level is not achieved, the public institution is held 
accountable through the political process. "Entrepreneurial government is now both competitive and 
customer-driven" (Osborne and Gaebler, 1992).  
Building and maintaining the public trust is another crucial element of NPM (Behn, 2002). 
According to Park and Cho (2009), the level of public satisfaction and expectation of government 
service decide public trust, and it shows the gap between the expectation and reality. Public distrust 
indicates the lack of transparency, inefficiency, ineffectiveness and policy alienation. Therefore, the 
trust or distrust in the public sector can be compared to the customer satisfaction in the private 
sector. Government agencies should identify the customer demands to achieve the public trust. The 
customers, experience with the private sector, comes positive because of its' high performance. 
Thus, when recognizing a customer requires public management strategies must be modern, 
innovative and relevant to the service framework. 
Use of information and communication technologies is a significant characteristic of NPM. 
(Gruening 2001, Hood 1991, Kettl 2005, Borins 1997) When NPM approaches are implicit, the use 
of ICT is an essential element in NPM reforms. In many countries, e-government initiatives are 
embedded as part of NPM reforms (Cordella, 2007). According to Dunleavy et al. (2006), although 
it is the end of NPM as a public sector reform driver, there may be still crucial implications for the 
use of ICT and the definition of e-government policies. This forces to explore how NPM ideas have 
built e-government policies and what is the importance of political agendas committed to e-
government initiatives (Bonina and Cordella, 2018). The e-government serves as a tool for reform, 
renews interest in public management reform, highlights internal inconsistencies and underscores the 
commitment to good governance objectives (OECD 2003, p41). Thus, e-government is a 
fundamental component of the reform agendas of many OECD governments. E-government can be 
successful by reinforcing good-governance objectives and administrative reforms (OECD 2003, 
p25). 
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The New Public Service (NPS), another paradigm shift in Public management, determines 
that the focus of public management should be citizens, community, and civil society. According to 
Denhardt and Denhardt (2000) government servants should help citizens undoubtedly and should 
understand their shared interests without controlling society. In NPS transactions between public 
managers and customers catch their self-interest but in old public administration, citizens are treated 
as passive at service delivery mechanisms and policymaking. (Bourgon, 2007)  
Public officials in the NPS model make opportunities to strengthen citizens in finding 
solutions to problems in society. Citizens are active and sophisticated in it. Public managers should 
have the capacity to control the nation when there are solutions directed to brokering, negotiating 
and resolving complex problems. The government should be open and accessible, accountable and 
responsive and operate to serve citizens when addressing broader societal needs. Formal 
accountability of public officials should extend to management and other parts because there is a 
comprehensive set of accountability relationships with citizens and communities. 
Use of web-based new media technologies, especially social media is becoming common in 
NPM and NPS, and those web-based tools and applications are referred to as web 2.0 applications, a 
term used by Tim O'Reilly (2005). These tools impress the interconnected relationships among the 
users. The private sector has quickly encircled with them. Many private companies are using at least 
one social media platforms like Twitter, Facebook, YouTube, and blogs. Web 2.0 is applied in the 
public sector to enroll with public and manage information through it. Web 2.0 became popular 
among younger generation. Hence, the government could build customer satisfaction through it. 
2.4 Web 1.0, Web 2.0 and Government 2.0 
2.4.1 Web 1.0 
Web 1.0 represents early-implemented websites. According to Tim Berners Lee, these 
identified as the Read-only web. They are static, and there are minimum features for user interaction 
or content contribution. It only allowed users to search for information and read those. Create an 
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online presence and make their information sharing with anyone at any time are the primary 
objectives of website owners in this era (Naik, Umesha & Shivalingaiah, 2009). 
Information sharing in here is mainly happening in a unidirectional way. Hence E-
government initiatives with these tools are limited to information provision, but there were small 
potentials for two-way communication (e.g., through e-mail), and certain business transactions (e.g., 
scheduling appointments, paying bills or fines). 
From a democratic perspective, prior studies have sought to understand how the adoption of 
various components of e-government leads to changes in citizen trust in government. For example, 
Morgeson, VanAmburg, and Mithas (2010) found that generalized trust between citizen and 
government is not apparent, although citizens may become more confident in the performance 
potential of government agencies. Both Scott (2006), and Greitens and Strachan (2011) identified the 
limitations of government Web sites in the phenomena of generating trust in democratic contents. 
2.4.2 Web 2.0 
According to Bernes-lee, Web 2.0 considered as the read-write web. This term generally 
linked with interactive websites. These webs highly supportive platforms for an information sharing, 
interoperability, user-centered design, and collaboration on the World Wide Web. Social networking 
sites are forms of web 2.0. The primary purpose of social networking sites is to act as real-time 
channels for information sharing and communication (Kenchakkanavar, 2015). Technologies such as 
weblogs (blogs), social bookmarking, wikis, podcasts, RSS feeds (and other forms of many-to-many 
publishing), social software, web APIs, and online web services such as eBay and Gmail provide 
enhancements over read-only websites (Naik, Umesha & Shivalingaiah, 2009). Web 2.0 sites give 
interactive and interconnected user experiences by using new technologies and concepts. It allows 
for collecting information and sharing them effectively (Naik, Umesha & Shivalingaiah, 2009). 
Although all Web 2.0 tools have an interactive capability, some social media, in actual 
implementation does not use it. Web 2.0 tools are not necessarily collaborative or interactive, 
although they have such built-in capacity. YouTube is one example. Even though people upload 
videos frequently, not much collaboration or interaction takes place (Bryer & Zavattaro, 2011). 
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Most of the activities conducted through these communication platforms are personal with 
an aim to maintain social relations, yet private, and some public institutions have already caught on 
to their potential as professional and marketing tools. 
2.4.3 Government 2.0  
Governmental organizations, similar to the private sector, have begun to realize the 
potential of Web 2.0 as tools to keep in touch with the public. Drapeau and Wells, (2009), stated that 
in the framework of public management, Web 2.0 "connects people and helps them build 
communities. It gives opportunities for government to engage and better interact with the public". 
Though this is a recent technology, Web 2.0 give initiatives to a paradigm shift in how public 
agencies manage and disseminate information. However, still, many public organizations use the 
web only for sharing information. According to Ressler, (2009) communicate with the community, 
and respond to the public demands using web 2.0 is become new approach and it is often referred to 
as "Government 2.0". D. G. Fletcher, (2009), a public administrator from the state of Utah stated: 
"public administration is no longer about providing information and static forms that can be 
printed”. Amalgamation of New Public Management with Web 2.0 frameworks create an 
opportunity for public administrators to actively engaging with publics in the new places they spend 
a significant amount of time (Chang and Kannan, 2008).   
2.5 Social Media 
Bryer & Zavattaro, (2011), argued that there is no clear definition for the Social Media; 
however, they conclude Social media a 
"technologies that facilitate social interaction, make possible collaboration, and enable 
deliberation across stakeholders. These technologies include blogs, wikis, media (audio, 
photo, video, text) sharing tools, networking platforms (including Facebook), and virtual 
worlds.” 
Participation, openness, conversation, engagement, and connectedness are the main 
characteristics of social media (Kim et al. 2014), (Zheng and Zheng 2014) and (Rosario et al., 2016). 
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According to Benkler (2006), social media allow citizens to present their ideas without being subject 
to the controlling and corrupting influence of money and politics, as may be the case in traditional 
media. Hence, understanding and practices associated with democratic participation, engagement 
and contribute to improving civil society have to redefine with these technologies  (Freeman, 2016 
cited by Rosario et al., 2016). 
2.5.1 Tools of Social Media 
2.5.1.1 Social Networking Sites (SNS)  
Network communities or connect people using online sites is the principal feature of SNS. 
The prominent example of this category is Facebook with 2234 million active users worldwide in 
April 2018. Another famous SNSs' are WhatsApp, which has 1500 million active users, and 
Facebook Messenger with 1300 million active users. Both WhatsApp and FB Messenger 
applications mainly act as chatting/messaging tools. Business, education and professional networks 
like LinkedIn can also be considered as an SNS. According to Mahjan, (2016), most of the 
successful social networks allow users to search for members based on "friends" and “group” the 
associations with similar interests and backgrounds. Thus the potential reasons for motivating 
connections is virtually limitless. 
2.5.1.2 Blogs 
Blogs are diaries or entries that are, ideally, targeted to a particular audience and regularly 
updated using new blog entries. These are commonly used for informal communication to engage 
readers and stimulate to create a dialogue between blog contributors and the blog's readers. 
Regarding use in government, the Federal Web Managers Council has suggested that blogs can be 
effectively used to engage with citizens on specific government matters and to put a more relaxed 
and approachable face on government work (Hernandez, 2011; Smetanka, 2011). 
2.5.1.3 Micro-blogs 
The Micro-blogging concept is necessarily that of blogging performed in short, fast bursts 
that facilitate a rapid exchange of ideas between sender and followers. Micro-bloggers connected to 
one another. The most famous micro-blogging format is Twitter. It permits users to post entries up to 
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a maximum 140 characters. These "tweets" have a possibility to read online while it can also be 
delivered as text messages to mobile phones and other mobile devices. Micro-blogging effectively 
creates a back-and-forth conversation between tweeters responding to each other’s brief posts 
(Mahajan, 2016). Bryer (2010), cautioned that Twitter or other micro-blog formats should not use by 
public administrators for attempting meaningful dialogue, yet since the text limitation of micro-
blogging is better suited for the rapid transmission of essential information. The rapid transmission 
makes Twitter particularly useful for emergency alerts and notifications that require a quick-
turnaround, such as venue changes on the day of a public forum (Chavez et al., 2010, cited by 
Mahajan, 2016). 
2.5.1.4 Video/Photo-sharing Social Media 
The video is also a fascinating social media format as the wide-ranging popularity of 
YouTube has demonstrated. Anyone with an email address has a possibility to received a link to a 
"viral" video and is passed from viewer to viewer, receiving hundreds of thousands of "hits" (views), 
in a matter of hours. Similar video/photo sharing tools such as Instagram and Snapchat, are also 
being highlighted for their potential benefits to local government (Mahajan, 2016). For example, a 
UK report reported a dramatic increase in 2015 in the use of Instagram by local councils (BDO, 
2015), and in Australia about their work, as well as photos submitted by citizens, to help build and 
strengthen communities (Dean, 2014). Facebook, WhatsApp, FB Messenger and Viber also act like 
video and photo sharing software as they have the capability to post information in a range of 
formats including photos and videos. 
Shark (2015), observes the use of video tools is becoming particularly important for 
improving transparency of government operations. These are expected to promote increased 
engagement, with high-definition (HD) video and sound facilitating virtual interaction between 
citizens and government representatives. Live streaming options of social media tools such as 
Facebook Live offer considerable potential for a significant impact on the transparency of local 
government through the broadcasting of council meetings and other government activities (Beese, 
2016). Mergel (2013), reports that video sharing is now being extensively used by government 
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officials to disseminate background information about local issues, to broadcast video interviews 
with agency directors or to post "behind the scenes footage," among a range of purposes. 
2.5.1.5 Wikis 
Wikis are primarily a group of web pages, which serve as a platform for sharing information 
and give a shared and virtual space for users to update the information on the selected topic. 
Wikipedia is the famous example for the wiki sites and is characterized by its continually evolving 
content that is created or edited, by a different of users. Wikis are open and can be invited for 
contributions by anyone. Also, anyone can view the content of the wiki pages. Wikis are useful 
mechanisms for sharing knowledge, and government agencies can benefit from using wikis to 
develop policy through contributors' input and by having the ability to store a variety of materials in 
the wiki's communal library (Mahjan, 2016).    
2.5.3 Social Media for Government 
According to Maria Karakiza, (2015)  
Social media can change the communication between Government and the citizens as they 
contribute decisively to the transformation of public administration towards a new and open 
format that will be characterized by a) active participation of citizens in public affairs, b) 
close collaboration between public services and between government and citizens, and c) 
transparency of the State activities.  
Mergel (2010) says social media strategy in the public sector can be classified as push, pull, 
and networking approach. Governments employ a push strategy to push their contents (e.g., news, 
updates, and information) to the citizens through social media channels. Getting feedbacks of the 
social media users from official social media accounts is the pull approach. Networking approach is 
used by the public sector to establish two establish collaboration network with the citizens through 
social media channels (Cited by Khan, 2015). 
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Figure 2: Mergel’s Social media interaction framework (cited by Lu et al., 2015) 
Figure 2 shows the proposed structure by Mergel (2013a) based on the missions of the Open 
Government Directive for interpreting interactions in the public sector. This framework also helps 
delimitate critical elements constituting the phenomenon of social media use in government. 
Government agencies and employees, who use social media tools for government information and 
service delivery, social media services, which extend the social capabilities of government 
organizations; and citizens and other stakeholders, who engage in government business via the social 
media tools are three main entities of this framework. Primary objectives of the open government 
initiative are transparency, participation, and collaboration to create a culture of openness (Bertot et 
al., 2010). Social media gives its capabilities to achieve those objectives. Citizens' perceptions and 
attitudes toward government should be improved if some of the objectives mentioned above have 
been achieved with the use of social media in government. They should be the ultimate goals of any 
government or the outcomes for evaluating social media use in government. These outcomes include 
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trust in government, accountability, integrity, perceived transparency and satisfaction. (Bertot et al., 
2010; Mergel, 2013a)  
There are three levels of social interactions via the use of social media: one-way interaction, 
two-way interaction, and networking of co-design. The one-way pull is currently the most used 
technique for a government, and social media is primarily used as the social channel for information 
and service delivery or opinion listening and monitoring. This one-directional way of viewing social 
media leaves out large portions of the possibilities social media applications provide that can help 
government understand deeper levels of engagement (Mergel, 2013a). Two-way interactions involve 
a higher level of citizens' participation, including online dialogue between agencies and citizens, the 
submission of ideas and content, and consultation with relevant stakeholders (AGIMO, 2009). 
This framework depicts us a general model of the phenomenon of social media use in 
government, in which social media services can help achieve government missions and finally 
improve citizens’ perceptions toward the government. 
2.5.4 Usage of Social Media for Government 
2.5.4.1 Emergency and Disaster Response 
There were numerous researchers emphasized the potential of social media to use 
governments for their preparation and respond to emergency and disaster situation (Alfred, 2013; 
Gentile, 2011; McKay, 2014; Tucker, 2011, cited by Mahajan, 2016). The government can use 
social media to communicate emergency information and warnings (Hamidullah, 2016) A United 
state based study conducted by the American Red Cross in 2009 revealed that 75 percent of 
respondents use social media in crisis or emergency situations such as traffic jam, car crash, 
potential crime, or power failures. Nearly 50% of reported that they would use social media to 
inform their safety in an emergency; 86% of the sample said they would use Facebook, following 
28% use Twitter, and 11% use a blog (Kavanaugh et al., 2011). Twitter was extensively used just 
after the Great East Japan Earthquake in 2011 for share emergency information to the community. 
Morelli (2014) stated that Social media able to be used to give real-time information on their 
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situation while receiving relevant information from the authorities. Presently governments are used 
to use social media platforms in emergency disaster situations such as hurricanes, earthquakes, 
floods, wildfires, train crashes, school shootings, beach closing, and human-made emergencies such 
as chemical or biological spills and shown the power of social media when employed by local 
governments in their communities. 
2.5.4.2 Building Communities 
Social media has the potential to create communities among citizens. A government could 
use these communities to achieve a wide range of improvements (Cole, 2009: Haya, 2010). 
Wikiproject initiated by the city of San Jose, California that is designed to draw citizens into direct 
dialogue and invite their input on city planning and development efforts (Mahajan, 2016). Facilitate 
citizens to contribute in transparent discussions directly and enable them to review relevant 
documents to generate a participation and ownership sense for the city planning solutions was the 
primary goals of this community building. Citizens are facilitated to read and comment on city 
planners and vendors reports, view the other citizens' comments and know that their comments could 
be read and considered by these same parties (Nabatchi and Mergel 2010 cited by Mahajan, 2016).  
2.5.4.3 Public Safety 
Managing the public safety is another common area that government uses social media. 
Public safety agencies especially the police often maintain their social media sites. These sites are 
becoming a crucial tool in fighting against crime and providing secure communities. According to 
the Shark (2015), there are three main areas of public safety in which the safety agencies are widely 
utilizing social media. Those areas are fighting crime, broadcasting safety information to the public, 
and encouraging citizens to submit critical information especially, using pictures or video taken with 
handheld devices. Social media tool based emergency notification system and Integrated Public 
Warning System to provide crime and traffic alerts to citizens is an excellent example for social 
media usage for public safety (Chavez et al., 2010)   
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2.5.4.4 Create a platform for Access to service 
Local government authorities initiated social media platforms, allowing the public to 
register requests for services and ask questions from authorities on administration. This development 
also enables real-time data captures of photos and video to be transmitted by citizens. (Mahajan, 
2016) A good example of this type platform is SeeClickFix.com platform in the United States of 
America. This application based on the similar form in the United Kingdom and known as 
fixmystreet.com. The citizens in local communities are allowed to employing the SeeClickFix.com 
platform to report waste disposal problems, pest control issues, and lacks government service 
delivery. This platform, and other similar platforms, frequently allow citizens to upload photos and 
tracking information. Then it is highly sophisticated for local responders to locate and address 
problems quickly, and the responding agencies can, in turn, provide an immediate acknowledgment 
of complaints and keep citizens updated with progress reports. (Smith, 2014 cited by Mahajan, 2016) 
2.5.4.5 Informing and empowering citizens 
Engaging citizens more directly in city planning and development efforts can be a 
meaningful precursor to achieving citizen buying, even when citizens may not wholeheartedly agree 
with the local government’s plans. Alexander (2011), referenced best practices done by the 
Department of Community Affairs in the state of New Jersey. During the process, they encouraged 
local governments to post information regarding bidding and contracting processes and also minutes 
and agendas for government meetings. Further, proposed ordinances and public notices about 
relevant hearings, along with proposed and adopted budgets for three consecutive years including 
the current budget year. This level of transparency might be initially uncomfortable for some public 
managers to consider, but the advantages of creating this information easily accessible to interested 
citizens outweigh the perceived disadvantages. Further, greater openness appears to be the direction 
in which most local governments are gradually moving; therefore the expectation of transparency 
will continue to grow among citizens (cited by Mahajan, 2016). 
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2.5.5 Benefits and risk of social media incorporation 
Public institutions are trending to use social media for various purposes, mainly to 
overcome the communication difficulties faced by the public sector (Hofmann et al., 2013). Many 
scholars observed that communication could improve by using social media in the public sphere. 
Citizen engagement, trust, transparency, democracy and the transfer of good practices among 
government agencies are some of other benefits of social media usage in government (Bertot et al., 
2012). Citizen engagement is vital for the participation of citizens in political and social activities 
(Gil de Zúñiga et al., 2012; Warren et al., 2014). Bertot et al. (2012) and Bonsón et al. (2012) have 
emphasized that the correct use of social media in government agencies help to enhance citizen 
engagement and confidence in government. Two-way communication potential of social media 
fosters a higher level of commitment; hence the citizens and the government can act constructively. 
Creating ideas and content are replace the early publications of government agencies (Benkler, 
2006).  
The risks to interactive citizens participation through social media mainly depends on the 
character played by the public manager. If it is a neutral or a dynamic, encourage the citizen 
participation (Bonsón et al., 2014). Zavattaro and Sementelli, (2014) stated that, though government 
agencies provide social media tools for cooperation, citizen engagement may still be inadequate. 
Therefore government organizations need to take responsibility for uplifting the interactions (Bryer 
and Zavattaro, 2011 cited by Rosario et al., 2016). According to Mergel (2013a), asking people to 
send their suggestions on municipal issues or inviting them to create content for government social 
media is a practical way to inspire interactive participation. This approach enhances citizen 
engagement, increases people's enthusiasm to work productively and add their ideas. 
2.5.6 Successful cases of Government social media usage 
Governments, especially in developed countries are using social media extensively for their 
service delivery. Federal agencies in the United States of America have been using social media 
tools for years for delivering public service. There are over 23 million followers for various 
government organizations' Twitter accounts in 2017. One of the significant examples is NASA, who 
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currently runs 15 different social media platforms to maintain public relation. Though as a federal 
agency NASA not in a position to create sponsored contents, their Twitter account is followed by 
over 17 million loyal followers.  Another success story from the USA is "Ask TSA," which is 
conducted by the federal agency for transportation security administration (TSA). This institution 
created after the 9/11 attack for travelers protection. Though law-enforcing body, they have 
successfully provided high-level customer service using Ask TSA programme and win several 
awards for best customer service. Ask TSA use several social media tools such as Twitter, 
Facebook, and Instagram. It receives more than 100,000 inquiries; thus it is not only a platform for 
grievances. Now it acts as a hub for resolves issues, a social discussion platform for mitigation, and 
finally, it improves the reputation of the organization. #VaxWithMe social media selfie campaign, 
conducted by centers for disease control and prevention is another successful example for 
government social media usage. This campaign has aimed to aware people about the importance of 
vaccination and prevention method on protection against severe and deadly diseases. The campaign 
could get over 18 million attractions and won several awards for the success. 
The Australian government uses social media through the department of human services. 
They started the service in 2009 to improve service delivery and support to the customers. Social 
media platforms are using by the department to engage with customers, stakeholders, and staff. 
Medicare, Centerlink and Child support services are the main responsible area of the service, and 
23.8 millions of Australians are benefited from this facility. First, the department started with one 
Facebook account and one Twitter Account. Now its grown to more than a dozen social media 
accounts on Facebook, Twitter, LinkedIn, Google+ and, YouTube (Ciancio & Dennett, 2015). 
According to "Family Update" Facebook page of the department, over 50,000 families link with the 
platform and more than 80% of customer questions were answered within three hours. Tourism 
Australia is another successful government social media incorporation. In here the government uses 
social media for the promotion of the tourism industry in Australia using social media. Instagram 
account of Tourism Australia with 2.3 million followers is the one of the most popular government 
social media account in Australia.  The Queensland police service Facebook account is another 
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highlighted example in the arena of disaster and emergency warning.  This account is considered, as 
the most substantial police Facebook page in English with 750,000 likes. Similar to the Queensland 
police department, most of the other police departments use social media for crisis and emergency 
management.    
"Share the Idea" is the project conducted by Christchurch city council, New Zealand, 
through social media is a good example for social media usage for citizen participation. In the 
project, use the social media platform for getting citizens' ideas for rebuilding the central city. It is 
recorded that more than 100,000 ideas are received (Auditor General's report, 2013). "NZ Police 
Recruitment" Facebook page is another popular government social media incorporation.  It mainly 
uses for attitude change and enhances reputation towards New Zealand police service. The viral 
video, recently shared by the page hits over 10 million views, and it is positively affected to build a 
plus image on police service. 
Alberta government and the wood buffalo regional municipality in Canada used social 
media extensively for the crisis management during the wildfire near to Fort McMurry city in 2016. 
They used their official Twitter and Facebook accounts to inform updates during the emergency 
situation and after crisis management.   
Department of Health and Social care in the United Kingdom (UK) use its official Twitter 
account to make aware the public on health and safety tips. Further, equality and human right 
commission of UK use Facebook, Twitter, YouTube and LinkedIn account along with their website 
to create awareness on equality and human rights. 
“Incredible !ndia" is the national tourism promotion campaign of India, which was started 
way back 2002. Presently this marketing campaign mainly based on social media. They have a 
Twitter account with 1.97 million followers, a Facebook account with 390 K likes, Instagram with 
90 k followers and YouTube with 27 K subscribers. Additional to that government of India use 
Vimeo, Pinterest and LinkedIn tools for this promotional campaign. 
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2.6 Perception studies on Social media usage 
Perception defines in many ways. In psychology "Perception is man's primary form of 
cognitive contact with the world around him” Efron, (1969). In simple terms, Perception also defines 
as our recognition and interpretation of the information taken through sensory organs. Further, our 
reacts to the information also considered for perception.  
When coming to the social media, users differ in many respects; According to the Enjolras 
et al. (2013), there are private, public and commercial actors. They use social media for a different 
purpose as the private conversation with friends and family, entertainment and business, posting 
political opinions and engage with the politically interested public. These actors’ perceive social 
media as a tool that allows users to create and share their messages, in a different form as texts, 
pictures, videos and links (cited by Segaad, 2015). Segaard, (2015) further cited (Jakobson 1960: 3) 
as “Successful communication means the successful encoding and decoding of messages by the 
sender and receiver by what they presume to be a shared understanding of the context as well as the 
medium." In here social media act as a medium of the communication. Hence these various 
perceptions of social media can be confused with the actors of communication. 
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CHAPTER 3: METHODOLOGY 
3.1 Introduction 
This chapter discussed the nature of research, research method and detail description of 
research design. Further population considered for the study, sample, data collection procedure, 
analyzing techniques and used instruments also presents in this chapter. 
3.2 Nature of the Research, Research method and Design  
 
 
 
Figure 3: Conceptual framework  
According to Figure 3, government organizations need to disseminate information, related 
to their services. The general public, who is seeking government information, are received from 
those. The assumption is public highly enthusiastic about submitting their feedback to government 
organizations regarding their services. Above literature proved that social media platforms are 
effective media for both information dissemination and receiving feedback. Hence the study has 
focused on measuring social media behavior and perception of using social media as a 
communication platform in the government service delivery in Sri Lanka.  
The study was mainly considered government officers and the general public as 
independent groups and also finding were taken separately. Quantitative techniques have followed to 
meet the objectives of the study. Same structured questionnaire sent to both groups of respondents 
through popular social media applications in Sri Lanka. The first section of the survey focused on 
the demographic information of the respondents. The second part contained questions to evaluate 
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their social media usage behavior. The final part of the questionnaire set as statements, which use to 
measure perception on social media as a communication platform for public relation management. 
The statements were adapted from Segaard, (2015) where used to measure perception of social 
media as platforms for political communication. Answers for these statements were set as five-point 
licked scale, and respondents were asked to mark the most agreeable one. 
3.3 Population, Sample, and Data collection procedure 
The population consisted both general public and government officers of Sri Lanka, who 
already familiar with social media. Standard sampling techniques were not used for sampling the 
population. The online survey method was used for data collection. The survey questionnaire was 
prepared in both Sinhala and English language. During the data collection, first distribute the survey 
questionnaire through various social media applications, especially famous social networking sites in 
Sri Lanka by using personal social media accounts and social media groups. Then ask volunteers to 
respond to the questionnaire and share it with others to expand the number of respondents. 1195 
participants responded to the survey during a period of one-week time. Among the sample, 604 
respondents were the general public, and 591 respondents were government officers.  
3.4 Analyzing techniques and Instruments 
Demographic distribution of the sample, social media usage behavior, and perception were 
mainly examined using descriptive statistics. Apart from that, it is essential to measure the logical 
consistency of opinion of both respondent groups. Identifying citizen and public officer's perception 
separately will help to create efficient and effective policy and strategic decisions for better 
communication. Apart from the social media usage behavior, Interest level on receiving information 
via social media and its changes with demographic characteristics also revealed using descriptive 
statistics.  Analyzed data were presented using comparison graphs. 
Questionnaire prepared with the statements in table 1 for measuring the perception of 
respondents. First four statements were common to both general public and government officers. 
Statement 5a was only for government officers, while statement 5b confined for the general public. 
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Respondents' who answered both 5a and 5b were crosschecked with the answers to the question 
asked, as "are you a government officer."  According to that answer, the total sample is divided into 
two groups as government officers and the general public and either 5a or 5b response was taken for 
the analysis accordingly. 
Table 1: Statements for measuring perception  
1 
Social media are important platforms in government-public communication 
2 
Social media are mainly platforms for private conversations 
3 
Social media are more suitable for entertainment than government-public communication 
4 
I prefer to give my feedback/Suggestions rather than only receiving information on 
government services. 
5a 
I prefer to share information through e-government websites rather than creating an official 
account on social media 
5b 
I prefer to get information via e-government websites rather than official social media 
account 
   
3.5 Assumptions, Limitation, and Scope 
Assume respondents answered based on their actual feeling/thoughts, and they gave their 
best effort to answer truthfully ware the significant assumptions of this research. The primary 
limitation of the study is that the survey was not media independent, as it was done through the 
Internet.  So the views from non-internet users ware not collected. Not using a standard sampling 
technique for data collection is also a main limitation of the study. It was given a full effort to 
minimize the exclusion of essential questions for getting useful information and inclusion of 
unwanted questions. However, it might have happened, and it would be another possible limitation.  
Furthermore, sample sizes might be another limitation when the findings are applied to the general 
condition. In this study only focused on the selected area of respondent's social media behavior and 
perception. Further confined sample to the people who are already using social media networks 
caused to limited the scope of the study.  
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CHAPTER 04: RESULTS AND DISCUSSION 
4.1 Demographic characters 
4.1.2 Sex 
  
Figure 4: Gender distribution of the sample 
According to the sample, 63.57 percent of male and 36.43 percent of female among general 
public have responded to the questionnaire, while 52.78 percent of male and 47.22 percent of female 
among government employees have responded to it. Relatively female percentage of the general 
public who responded to the questionnaire is fewer than the female percentage of government 
employees. The considerable difference between the two samples is general public sample shows 
great variation between male and female respondents while government employees show fewer.   
4.1.3 Age  
 
Figure 5: Age distribution of the sample 
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The mostly responded age category of government employees is 35-44 years, and it is 44.68 
percent. For the general public, it is 25-34 years, with the percentage of 51.65. Government 
employees of 15-24 years age is ignorable because the minimum age limit to enter the government 
service of Sri Lanka is 18 years for advanced level qualified jobs and 24 years for a degree qualified 
jobs. A possible reason for the lack of responses of 45-54 and 55+ years in both categories is the less 
popularity of social media among these age groups.  
4.1.3 Civil Status 
 
Figure 6: Civil status comparison of both samples 
Majority of both samples are married. The value is higher for government employees, and it 
is 75 percent while 54.15 percent of the general public. 23.99 percent of government employees and 
43.19 percent of the general public in the examined sample are single. Divorced, widowed and 
separated percentages in both categories are ignorable. 
23.99%
75%
0.51% 0.17% 0.34%
43.19%
54.15%
0.83% 0.66% 1.16%
0%
10%
20%
30%
40%
50%
60%
70%
80%
Single Married Divorced Widowed Seperated
Government Employee General Public
 30 
4.1.4 Education qualification 
 
Figure 7: Comparison of highest education qualification of the samples 
Nearly 50 percent of government employees who responded to this questionnaire has PGD 
or above educational qualifications. A similar percentage of the general public has degree level 
educational qualifications. 99.32 percent of government employees and 95.04 percent of the general 
public have passed advance level certificate. According to the national ICT survey, Person's ICT 
skills closely related to their education level and it might be the reason for the above results. 
4.1.5 Income  
 
Figure 8: Household income level of the samples 
43.87 percent of general public earns more than 115,649 rupees monthly as household 
income while 26.02 percent of government employees earn above. 50.85 percent of government 
employees have more than 81,372 rupees in household income. 81.29 percent of government 
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employees and 77.82 percent of the general public have more than 51,663 rupees monthly household 
income. Though the salary of government employees comparatively low, income disparity of 
general public sample is high.    
4.1.6 Temporary residence  
 
Figure 9: Temporary residence  
Most government employees have currently resided in semi-urban and urban areas. It is 
75.17 of percentage. A higher number of government institutions located in those areas might be the 
reason for this result. A considerable portion of the general public who has responded to this 
questionnaire is in overseas.  It is 26.82 percent. 9.80 percent of government employees who resides 
in overseas might be scholars, their dependents and temporary residents on vacation leave. The rural 
population of both categories is low. 
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4.2 Social media behavior 
4.2.1 Usage: Login times per week 
 
Figure 10: Number of times to log into social media per week 
Both general public and government employees show similar behavior to log into social 
media, respectively 95.53 percent of and 92.57 percent of use social media daily. A fewer percentage 
of both groups said they login two or three times per week. Response for “rarely” and “once a week” 
options can be considered as negligible.  
4.2.2 Usage: Hours per day 
 
Figure 11: Social media usage; the number of hours per day 
Nearly 50 percent of government employees use social media 1-2 hours per day. 66.72 
percent of government employees and 65.40 percent of general public use social media 1-5 hours per 
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day. Further, more than 50 percent of general public use social media over 3 hours daily while more 
than 25 percent of government employees use it same.  
4.2.3 User behavior: Social media tools 
 
Figure 12: Social media tools; commonly used in Sri Lanka  
Similar to most of the other countries, the result shows that Facebook is the most popular 
social media tool in Sri Lanka with almost 99 percent usage among social media users. Next to 
Facebook is YouTube and 89 percent of the people use this tool. Following that Viber, Messenger 
and Whatsapp are allocated next three positions with over 75 percent usage. Specialty is above three 
applications having similar features, and those are recognized as chat applications. Twitter, which is 
used by some government and political leaders extensively for communicating with the public, has 
comparatively less popularity in Sri Lanka.  The blogs, which has similar usage in government 
information sharing, also indicate a low percentage. The Line, highly popular application in Japan 
and South East Asian countries shows the miner popularity in Sri Lanka with around 10 percent 
usage. Wickes displays lowest among given application list.  
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4.3 ICT competency  
 
Figure 13: ICT competency of government employees and the general public 
Figure 13 shows the comparison result of the ICT competency level in both respondent 
groups.  It is shown that more than 90% of the respondents of both groups have “average” or “above 
average” ICT skills. Though the general public has a higher number of people who have “excellent” 
ICT competency, cumulative value for above average (Competency level 4 and 5) is almost similar 
for both groups.  
4.4 The interest level of getting government information through Social media 
4.4.1 Interest level  
 
Figure 14: Interest level of getting government information through Social media 
According to the figure 14, nearly half (48.3%) of the total respondents have a high interest 
in obtaining government information through social media. More than 72 percent indicated that their 
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interest level is “above average” level. Only 3.2 percent of respondents said that they have no 
interest in using social media for the above purpose.  
4.4.2 Age group Vs. Interest 
 
Figure 15: Differences of Interest on receiving government information among age groups 
  The pattern of the interest level of getting government information through social media has 
no significant difference between age groups. All the age groups have the highest value for high-
interest category while lowest for no interest option. Nearly half of the people who are in between 25 
years and 44 years of age have the high interest of using social media as a communication platform 
for government services, while other age groups show around 40 percent of high interest. 
4.4.3 Education Level Vs. Interest  
 
Figure 16: Interest level differences among different education level 
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Categories of Education level show a similar pattern with age groups. More than 40 % of 
respondents of education level groups, except up to grade 5 and grade 6 to 11 have a higher interest 
in getting government information via social media. Though the group of up to grade 5 shows 100 % 
of minimum interest, it could not use to generalize the result as a one-person response. 
4.4.4 Residence Vs. Interest  
 
Figure 17: Interest level differences with temporary residence  
The figure 16 indicates that there is no any visible difference between living place and their 
interest in receiving information through social media. Approximately half of the respondents from 
each group have a high interest in social media incorporation, while the cumulative value of above 
average lays around 70 percent for each residence group. Group of respondents who are living in 
overseas shows that there are 6.4% of that group have no interest in the use of social media for 
government communication. 
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4.5 Perception on Social media 
 
Figure 18: Government officers’ and General publics’ perceptions of social media  
 “Natural” responses ware excluded from the calculation as missing values 
N G.Officers: 489-572, N G.Public: 438-560 
In figure 18 data was tabulated as combined percentages of both “strongly agree” and “agree” responses and 
presented as responses of two groups for each statement.  
 General view of figure 13 highlighted that the perception of the two groups is almost 
similar, though there are small percentage differences.  The first statement asked whether respondent 
believe social media are important platforms for government - public communication. The response 
of both groups was almost similar. 94.4 % of government employees think social media are crucial 
platforms for government – public communication, while 93.21% of the general public believes in 
the same way. 
 Though early researchers proved that the importance of private and entertainment 
usage of social media (Segaad, 2015), the result of the study shows a different picture of both areas. 
Respondents of both groups have the same view on the statement of social media are mainly 
platform for private conversations.  Only 29.07% of the general public and 25.71% of government 
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employees wholly or partially agree with this statement. The Majority of respondents believe that 
social media is not only for private conversations. 
 Responses to the statement asking the view on social media are more suitable for 
entertainment rather than government – public communication does not show a big difference 
between the two samples. 35.65% of the general public agrees for the statement while the agreed 
percentage of government employees is 29.6. Similar to the early statement, the majority of 
respondents in both groups believe social media have importance in government – public 
communication. 
 Results of the next statement, which asking respondents’ preference on giving feedback 
or suggestions for government services over merely receiving information also demonstrate similar 
view from both group of respondents. A higher percentage of both groups said they strongly agree or 
agree on the statement where figures show 97.32 % of government employees and 93.92% general 
public.  There are benefits of two-way communication over one-way communication. Feedback is 
compulsory to complete the two-way communication process. Furthermore, literature proved that 
opportunity of giving feedback and suggestions in social media improve the transparency, 
participation, and accountability of the government. Also, it enhances the image of the government 
and trust towered the government. All the above-proved factors tally with the perception of 
respondents. 
 Results of the next two statements indicate different perception compared to previous 
scenarios, where respondents perceived that social media are essential platforms for government – 
public communication. The results statement confine for government officers asking their 
preferences on share information through the official website rather than creating an official social 
media account, shows that 65.85 percent of the respondent's fervor on the statement. That means 
government officers prefer to use official websites rather social media accounts for information 
sharing.  Furthermore, the result of the statement confines for general public asking whether they 
prefer getting information via official sites rather than official social media accounts shows 71.23 
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percent of respondents prefer to use websites over social media. However, the considerable majority 
of both groups prefer another way around. 
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CHAPTER 5: RECOMMENDATION AND CONCLUSION 
5.1 Recommendations  
5.1.1 Social media as a communication platform 
The primary objective of the study was found out the possibility to incorporate social media 
as a communication platform for government service supply. The result of the social media behavior 
section of the survey shows that almost all government officers and the general public, who already 
use social media are logs into social media daily. Further, Most of them engage in social media 
activities at least one hour per day. Secondary data indicate that approximately one-third of the 
population of Sri Lanka uses at least one type of social media applications. According to the 
estimates done by “wearesocial” web, (Global digital report, 2018) 6 million out of 21 million or 
29% of the total population in Sri Lanka were actively engaging in social media. Furthermore, the 
study reveals that more than 70% of people like to get government information through social 
media. Moreover, more than 90 % of both government officers and citizens consider social media as 
an important platform for government – public communication. According to all the facts, it can be 
concluded that there is a high possibility to use social media as a communication platform. Hence it 
is highly recommended incorporating social media tools for government sector service delivery, and 
it will cause to improve public relation and trust towards the government. Further, it will enhance 
transparency, accountability, and participation in public service. 
5.1.2 Incorporate social media tools with government websites  
Though both respondent groups perceive social media is a significant platform for 
government- public communication, the majority of both government officers and the general public 
prefer to get information through official websites over social media. This outcome proves that 
government should have official sites. Followings are some comments from respondents, who 
belong to the general public, 
“Better to develop/use social media platforms as public communication tools to some extent 
but still I prefer and believe official government website for more reliable information." 
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"It is better to have both the official web and social media for getting government 
information." 
“My interest to get online support through social media and information on special events or 
service breakdown etc.  Regular services such as getting the birth certificate are through the 
website. Social media for adding values to the services.” 
Both result and the above comments imply that people prefer to receive government information 
through both official websites and social media. Further similar to the general public, government 
officials prefer to share information via both official webs and social media. Hence the study 
recommends considering to incorporate social media into official government websites. 
5.1.3 Social media tools for incorporation 
The global digital report, (2018) revealed the most popular social media tool in the world is 
Facebook. YouTube becomes second place while third place shared by two chatting apps. WhatsApp 
and FB messenger are these two chatting apps. Similar to global results the study shows the most 
popular social media tool is Facebook while YouTube and FB messenger reserve next two positions. 
Though WhatsApp has greater popularity in the world context, it is not famous at that level in Sri 
Lanka. When considering global ranking, Viber, a chat application aligns with WhatsApp and FB 
Messenger, obtain somewhat low recognition, but in Sri Lanka, Viber shared similar popularity with 
FB messenger. Further Twitter, a social media tool highly used by politicians and governments for 
information sharing has miner popularity compared to other social media tools.  Hence policy 
makers and strategy developers for government communication should consider and give higher 
attention to these highly popular social media tools during the incorporation.   
5.1.4 One strategy for all 
According to Segaard, (2015) social media perception have a relationship with some 
demographic factors on political discussions, but the results of the study show that interest of 
receiving government information has no apparent difference with age group, education level and 
residence place of the respondents. Similarly, both respondents groups perceived that social media is 
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a vital communication platform for government service delivery. Further, the perceived percentage 
is over 90%, and it means without any demographic variance people like to use social media for 
communication with government.  Hence, the government can formulate policies and strategies for 
the social media integration, without segmentation of their customers according to their demographic 
differences. 
5.1.5 Develop ICT skill of government officers 
It is highly essential to have ICT knowledge and skill to face future changes in working 
conditions. Working conditions and environments are changing rapidly with new technology and 
their applications. The government sector also needs to align for this pace of changing as public 
expected. Presently, ICT knowledge and skill are compulsory for everyone, and government sector 
employees should pay attention to enhance their skills. Further, It is essential when working with 
ICT based websites and social media. The result of the study revealed that government officers are a 
lack of expert ICT knowledge compared to the general public. Therefore it is recommended that the 
government should take necessary actions to improve the ICT knowledge and skills of government 
employees. 
5.2 Conclusion 
The study tried to find out the possibility of using social media as a communication 
platform for government sector service delivery. The results show that both government officers and 
the general public have the interest to use social media for the above purpose. Further, they perceive 
social media is an important communication platform along with government websites. Furthermore, 
the literature and successful cases proved that social media have a higher possibility to incorporate 
successfully with government services. Therefore, the study can conclude that people have positive 
perception towards social media, as a communication platform for government sector service 
delivery. 
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